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Annex A 

DWP Central Freedom of Information Team

 
 

e-mail: freedom-of-information-request@dwp.

 

gsi.gov.uk

 

Our Ref: VTR 4766

 

Annex A 

22 October 2013

 
 
 

 
 
Dear Ms Howarth,  
 
Thank you for your Freedom of Information request received on 4 October.   You 
asked two questions, I have set out the response to each one below. 
 

 

1) Please could you provide me with, or point me to, any internal policies and 
guidance for Job Centre Plus (JCP) 'advisers', setting out the professional 
boundaries required and expected of them, in their conversations with benefit 
claimants ('Job seekers').   
 

Job Centre Plus advisers are expected to follow the Standards of Behaviour set out 
under the Department for Work and Pensions employee policies.   

When dealing with colleagues and members of the public, failure to meet these 
standards can result in disciplinary action. Copies of the Standards of Behaviour 
and Disciplinary policies can be found in the list of appendices attached. 

 
2) Specifically, I am interested in knowing whether it would be considered either 
'usual' or acceptable to make a personal remark regarding a claimant's 
perceived/alleged psychological make-up, and to then link this to a further 
statement that (the particular label chosen) is likely to be a causal factor in the 
claimant's not having (at the time of the conversation) been successful in securing 
paid work 
 
The Freedom of Information Act provides the requestor with an access right to 
recorded information. It does not extend to requests for views, comments or 
questions about a particular matter.  Your request can be in the form of a question, 
but the public authority does not have to answer if this would mean creating new 
information or giving an opinion or judgement that is not already recorded. 
 
If however this question has been raised because you are unhappy about the 
service you received, you are able to raise a complaint with manager of the office 



[bookmark: 2]that dealt with your claim.  This will be investigated and dealt with appropriately in 
accordance with our policies. 

If you have any queries about this letter please contact me quoting the reference 
number above.   

Yours sincerely,  
 
 
DWP Central FoI Team 
 
 
------------------------------------------------------------------------------------------------------ 

 

Your right to complain under the Freedom of Information Act 

 

If you are not happy with this response you may request an internal review by e-mailing freedom-of-

xxxxxxxxxxxxxxxxxxx@xxx.xxx.xxx.xx or by writing to DWP, Central FoI Team, Caxton House, Tothill 

Street, London, SW1H 9NA. Any review request should be submitted within two months of the date 

of this letter.  

 

If you are not content with the outcome of the internal review you may apply directly to the 

Information Commissioner’s Office for a decision. Generally the Commissioner cannot make a 

decision unless you have exhausted our own complaints procedure. The Information Commissioner 

can be contacted at: The Information Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow 

Cheshire SK9 5AF www.ico.gov.uk 

 

 

 

 

 

 

 

 

 

 

 

 
 
 

 

 

 

 

 

 

 

 

 



[bookmark: 3]Appendices  

 
 

Appendix 1 - Standards of Behaviour Policy 

Attached as a separate file  

Appendix 2 - Discipline Policy 

Attached as a separate file  

 

 

 

 
 




    

  

  
